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Back to the recent few years, the service industry has 
progressively plays essential role in the countries’ economy. 
Many of the service companies are focused on the service 
quality and the consumer satisfaction. Despite of private 
sectors, the public sector organization has increasingly 
focused on customer satisfaction levels so that can 
increased its competitiveness and service quality. Public 
transportation is recognized as low cost, safe and time 
saving method to travelling around the city. However, the 
utilization rate of public buses in Kuantan is lower than 
other cities in Malaysia. The paper will extracts on board 
passenger survey to conduct the evaluation of customer 
satisfaction levels towards public bus services in Kuantan in 
terms of product and service strategies, driver’s behavior 
and bus facilities. The findings will help in enhance the 
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Public bus is comfortable, affordable and reliable method of 
travelling transportation mode. Well- planned and organized 
public buses in other developed cities such as Rapid KL and 
Rapid Penang have provide wide courage of routes and  stops 
of services are strategically available at many city landmarks, 
tourist spots and business centres for convenience of daily 
commuters and travellers.  
 
Currently there are three main public bus services companies 
in Kuantan, Pahang which are Bee Huat, Maraliner and 
Rahmat Alam. Different of routes service coverage are 
provided by those public bus service providers. However, the 
utilization rate of public buses in Kuantan is lower than other 
cities in Malaysia. The increasingly use of private vehicles in 
Kuantan has led to traffic congestion in this town.     
 
This paper aims to evaluate the customer satisfaction level of 
services offered by public buses in Kuantan through 
passenger’s perception towards services pricing strategies, 
employees’ behaviour and facilities. With the results from 
determination, customer service quality of public buses in 
Kuantan can be enhanced effectively by fulfilling passengers’ 
needs and promote the use of public vehicles as daily mode of 
transportation.  
 
1.1 Problem Statement 
 
This research is to identify is customer satisfactions level 
towards public bus services provided in Kuantan, Pahang. 
The utilization rate of public buses in Kuantan is 
unsatisfactory. The residents in Kuantan are tend to use 
personal owned transport vehicles have led to traffic 
congestion in this state capital of Pahang. Since the operations 
of public bus recorded the risen of problems to influence the 
service quality of public buses in Kuantan. Therefore, this 
study is to measure the level of satisfactions among public 
bus passengers in Kuantan based on the three dimensions of 
services, which are products and services, driver’s behavior, 




The research will reveal the satisfaction level of public bus 
service provided in Kuantan, Pahang. The main objectives of 
this research are : 
 
i. To determine whether there are any factors that 
influenced the passengers’ satisfaction level 
towards public bus services in Kuantan based on 
pricing strategy, driver’ behavior, and facilities 
provided. 
ii. To analyze the effectiveness of strategies used 
by public bus companies in Kuantan. 
iii. To improve the service quality of public bus 
service by fulfilling customers’ needs. 
 
 
2. LITERATURE REVIEW 
 
Customer satisfaction is an essential key for company to 
improve their services provided, so that can achieve its goals 
in business. The return to the customer and satisfaction or 
dissatisfaction is a question of degree (Andreassen, 1995). 
Hence, customer satisfaction is the primary prerequisite for 
services companies.  
  
2.1 Customer Satisfaction 
 
Customer satisfaction is the customer’s after purchase 
judgment or evaluation of a specific product or service 
(Oliver, 1980). To keep customers happy or satisfied involves 
day-to-day interactions as well as the consideration of a more 
global, longitudinal evaluation of performance (Johnson & 
Fornell, 1991; Stank, Daugherty & Ellinger, 1997). Ideal 
strategic initiatives should incorporate customer satisfaction 
goals and methods to achieve this goal.  
 
In addition, customer will be satisfied if the service gives 
value to him or her (Dumond, 2000; Ercsey, 2012). The value 
that delivered to customers is extremely important as a key to 
connect between the cognitive components of perceived 
quality, the experienced performance, and future behaviour 
directed towards the company (Patterson & Spreng, 1997). As 
the discussion above, it is proved that instead of focus on the 
service attributes fulfilment, the expectations of customer is 
also important to meet the satisfaction with service provided.  
 
The expectation is knowledge which collected about service 
quality and this expectation can affect positive consumer 
satisfaction (Anderson, Fornell, & Lehmann, 1994; Ercsey & 
Józsa, 2009; Ercsey, 2012). There is dynamics of satisfaction 
since the significance of factors that determine the total 
customer satisfaction may change over time (Mittal, Kumar, 
and Tsiros, 1999). Therefore, the analyses about examination 
of satisfaction should concentrate on the output and are not 
related with internal processes of company, so the researchers 
ought to make the process directed to satisfaction examination 
(Muffatto and Panizzolo, 1995; Ercsey, 2012). 
 
One common way to measure customer satisfaction levels is 
to determine the difference between the level of quality 
expected or desired and the actual quality level achieved. The 
measures are related to customers' perception of acceptable 
quality which is not the perception of the seller. The gap 
between the opinion of the customer and organizational 
perspective is on the subject of what the key drivers of 







2.2 Customer Satisfaction in Public Transport  
 
During the evaluation process the consumer compares their 
expected and experienced fulfillment in reference to public 
transport service (Ercsey, 2012). In the aspect of the transport 
activities, the satisfaction or dissatisfaction is a cognitive, 
emotive response based on the subjective evaluation process 
(Oliver, 1997). The satisfaction of customer focus on 
attributes of public transport, physical facilities, and 
personnel. The researchers of consumer satisfaction believe 
that satisfaction is an important component for economic 
success (Stauss & Neuhaus, 1997; Muffatto & Panizzolo, 
1995; Ercsey, 2012). 
 
2.3 Quality of Service in Public Transport 
 
A general definition of quality of service is that the service 
should correspond to the customers’ expectations and satisfy 
their needs and requirements (Edvardsson, 1998). 
Measurement of service quality is to ensure that customer 
satisfied with the service provided and become a loyal 
customer to the company.  
 
Quality of service can be measured in five dimensions which 
are tangibility, reliability, receptivity, assurance and empathy 
(Parasuraman, Zeithmal and Berry, 1985). These dimensions 
of measurement were adapted by Andaleeb et al. (2007), 
Nicholas and Poimboeuf (2003), Stradling et al. (2007) and 
Wang et al., (2006) , with labeled as safety and security for 
assurance, facility for tangibility, and economic for 
receptivity (Haron, Muhamad Noor, Mohd Sadullah, & 
Leong, 2010). The dimension of reliability and accessibility 
remains as it is. 
 
However, the European Standard (CEN EN 13816-2002E) 
identifies the requirements to outline and measure the service 
quality in public passenger transport (Ercsey, 2012). The 
measurement is based on eight criteria, which is availability, 
accessibility, information, time, customer care, comfort, 
security, and environmental impact.  
 
2.4 Public Bus Services 
 
Public bus is one of the modes of public transportation. Public 
transport is defined as a way of continuing general or special 
transportation is provided for public transportation, including 










2.5 Theoritical Framework  
 
Independent Variable              Dependent  
                                                    Variable 
Figure 1: Research Framework 
 
The research is done by measurement of service performance 
based on factors products and services (pricing, travel time 
and convenience), driver behavior (bus driver performance) 
and facilities (comfort, safety and customer information). 
These three factors are independent variables that affecting 
the customer satisfaction levels.  
 
The customer satisfaction levels are dependent variable of the 
study. This variable is corresponds to independent variables 





The study is done through the questionnaire survey from 
public bus users. The data of survey was being collected from 
October and November 2012, at bus stops and nearby places. 





Figure 2: Process of questionnaire survey 
 
 
3.1 Sample size of survey 
 
Due to the uncountable population for the users of public bus 
in Kuantan, the sample size for this study is not available. 
Therefore, by assuming method, 80 of questionnaires were 




The questionnaire is standardized with the indication on level 
of agreement with the statements given. Rating scales are 
given from 1 which means very satisfied until 5 which means 
very dissatisfied. 
 
The first part of the questionnaire is required about the 
demographic of respondents such as gender, age, race, 
monthly income, frequency of riding public bus, purpose of 
riding public bus.  
 
On the second part, respondents are prompted with a list of 
statements based on the factors affecting customer 
satisfaction towards public bus service. The measurements are 
including pricing, travel time, convenience, comfort, bus 
driver performance, safety and customer information. This 
part covered the importance and satisfaction levels of public 
bus services.  
 
3.3 Data Collection 
 
The data are collected through on board method. On board 
method is recognized as high accuracy of transit passenger 
survey techniques (Neff & Pham, 2007). This method can 
obtain better information from the respondents in terms of 
accuracy, reliability, and detail compared to other 
methodologies (Schaller, 2005). The questionnaires are 
distributed to the public bus passengers on normal weekdays 
and weekend.  
 
Different methods of distributing questionnaires were applied 
to suit the different age and personality of the passenger. The 
questionnaire was provided in two versions of languages, 
which are Malay language and English language. Only simple 
explanations are given to younger respondents. For older 
people, the author interviews them directly with Malay or 
Chinese language and for children, Malay version of 
questionnaire are given to them. With used of this method, the 
return questionnaire surveys are satisfyingly high. The 
disadvantage of using the method is time limitation to some 
passengers only ride short distance or less than 5 minutes, 





The SPSS 19.0 (Social Science Statistical Package) software 
is used to analyze the questionnaire data and statistical.  SPSS 













software is used to analyze collected data in many fields 
including engineering, business, and research in many areas 
statistically. Using this software, users can take advantage of 
the selected data to understand the behavior and to predict the 




Lastly, the findings will be discussed according to the 
analysis of data and figure out the factors that lead to 
dissatisfaction among the passengers towards public bus 
service in Kuantan. 
 
4. FINDINGS  
 
4.1 Initial Findings 
 
The initial findings found:- 
i. Majority of the passengers of public bus in Kuantan 
are Malay. 
ii. Most of the passengers are female age above 51 
years old with monthly income below RM1000.  
iii. Most of the respondents are not satisfied with the 
pricing strategy by public bus company. 
iv. Most of the respondents are satisfied with the 
performance of bus drivers. 
v. Minority of the respondents are not satisfied with the 
facilities that currently provided.  
 
4.2 Findings of Demographic 
 
Demographic  Item  Frequency  Percent (%) 
Gender  Male 37 46.25 
Female 43 53.75 
Age Below 12  8 10 
13-17  15 18.75 
18-25  18 22.5 
26-35  6 7.5 
36-49  8 10.0 
Above 50 25 31.25 
Race Malay 42 52.5 
Chinese 17 21.25 
Indian 18 22.5 
Other 3 3.75 
Monthly  
income 
None   36 45.0 
Below RM1000  25 31.25 
RM1000-1999   17 21.25 
RM2000-2999   2 2.5 




Rarely 16 20.0 
Daily 31 38.75 
Weekly 21 26.25 
Monthly 12 15.0 
Purpose Recreational 8 10.0 
Shopping 26 32.5 
Work 18 22.5 
School/College 13 16.25 
Other  15 18.75 
Figure 3: Demographic of Respondents 
 
From the data collected, majority of the respondents which is 
31.25% are above 50 years old with pension or no income. 
This is due to most of them are owner of any vehicle. Most of 
their destinations are usually for medical appointments and 
shopping at the market, bill payments, visit to the banks and 
the government’s offices which falls under the other category 
in purpose of riding public bus. 
 
The percentage for Male respondents (46.25%) differs from 
Female respondents (53.75%) mainly due to more female are 
taking bus as their mode of transport.  
 
In addition, Malay respondents have taken the large partial as 
the rider of public bus, which is 52.2%. Whereas, the Chinese 
and Indian passengers are contributed with almost similar 
percentage of ridership, which are respectively 21.25% and 
22.5%. 
 
The data from monthly income of respondents are same as the 
expectation, which is majority of them, are unemployed. This 
is because 45% of respondents are students from primary and 
secondary school or under pensions.  
 
Besides, majority of the respondents are daily users of public 
bus. 31 of the respondents are contributed 38.75% as daily 
users due to working and school/college purpose. Whereas, 
most of the weekly users of public bus (26.25%) are travelled 
with public bus for shopping and recreation purpose. 
 
4.3 Findings of Products and Services 
 
 
Figure 4: The Customer Satisfaction on Products and 
Services 
 
From figure 4, it shows the customer satisfaction on products 













The data shown that the highest percentage about 62.5% and 
accounted 50 of respondent are very satisfied with the public 
bus fare pricing. Meanwhile, there is only 1.25% and 
accounted 1 of respondent for the lowest percentages that 
very dissatisfied with the price of public bus fares is 
unreasonable.   
 
Among 80 respondents, 53.75% of the respondents which is 
43 people are dissatisfied with the service in term of the travel 
time (punctuality) that provided by public bus. Besides, 
11.25% of the respondents which is 11 people stated satisfied 
to the statement. However, 12.5% of the respondents have 
give respond to average on the on the travel time 
measurement. 
 
In terms of convenience, 32.5% the respondents which 
accounted 26 people hold mostly satisfied with the 
availability of the service. Whereas, only minority of the 
respondents which is 5 people (6.25%) stated that they are 
very dissatisfied with the convenience of the public bus 
services. 
 
To summarize the customer satisfaction towards products and 
services categories, the mean of these three terms was 
calculated. The last column shows the mean calculated by 
SPSS. 32.5% of the respondents are very satisfied with the 
pricing, travel time and convenience. However, only 7.5% of 
the respondents hold the opposite opinion, where they are 
very dissatisfied with those terms. It is concluded that 
respondents are very satisfied with the products and services 
provided by public bus in Kuantan. 
 
4.3 Findings of Bus Driver Performance 
 
 
Figure 5: The Customer Satisfaction on Bus Driver 
Performance 
 
The surveys of bus driver performance are according to the 
sufficient knowledge of routes, driving skill, responsibility 
and courtesy. The chart shows customer satisfaction levels on 
bus driver performance according to the scale from very 
satisfied to very dissatisfied. From the data above, among 80 
respondents, 15 of the respondents which are 18.75% felt 
dissatisfied to the courtesy of the bus drivers. But 28 of the 
respondents which are 35% think that the bus driver is very 
courteous. 
 
Follow the figure total have 47.5% of respondents accounted 
38 people suppose the drivers have sufficient knowledge as 
public bus driver. The term is evaluated by the familiarity of 
the routes. There is a minority of respondents, which are only 
5 of the respondents (6.25%) hold opinion of average in 
measuring this term.  
 
Majority of the respondents hold opinion that the drivers of 
public bus should improve their driving skill. There are 
33.75% of them dissatisfied with the driver’s driving skill.  
Whereas 21 of the respondents, contributed 26.25%, have 
give the average for this measurement.  
 
Besides of the driving knowledge, responsibility of drivers to 
make announcement for the passengers about the destination 
reached is very important. 37 of the respondents (46.25%) 
hold the most of drivers failed to responsible on their duty to 
announcing the stops clearly.  However, 18.75% of the 
respondents which accounted 15 people are satisfied with the 
responsibility of bus drivers.  
 
As the conclusion of bus driver performance with the mean, 
there are majority of respondents are dissatisfied with it. 
22.25% in the respondents are dissatisfied and stated 
improvement of bus driver performance is very important. 
Meanwhile, 15% of them are very satisfied with the 
performance of bus drivers, due to contribution of knowledge 
of routes and courtesy.  
 
4.3 Findings of Facilities 
 
 
Figure 5: The Customer Satisfaction on Facilities 
 
The bar chart shows the customer satisfaction on facilities.  
 
Among the 80 respondents, 37 of them (46.25%) are 
dissatisfied with the comfort level in the public bus. The 






















main factor. However, only 6 of the respondents (7.5%) are 
very satisfied with comfort level in public bus.  
 
In terms of safety level, majority of the respondents stated 
satisfied with it due to the refurbishment of the old buses. 
40% of the respondents which accounted 32 people are given 
very satisfied and feel safe to travel with public bus. But there 
is 7 people (8.75%) are negative with the statement of 
comfort level in public bus.  
 
However, more than half of the respondents are not satisfied 
with the customer information about routes and notices that 
provided by public bus company. 35 of them which accounted 
43.75% are stated very dissatisfied and 27 of them which 
accounted 33.75% are hold dissatisfied. 
 
As conclusion of this part, the data of customer satisfaction 
level generated by 80 questionnaire shows that the facilities 
that provided are not meeting the satisfaction standard. 
Mostly respondents which contributed 30.83%, hold a 
negative opinion from satisfaction due to uncomforting 
conditions in the public bus and lack exposes of information 
with the bus routes and schedule.  
 
4.4 Comparison of mean 
 
         









Very Satisfied 26 15 13 
Satisfied 19.333333 20 11 
Average 10.666667 12.75 14 
Dissatisfied 18 22.25 24.66667 
Very Dissatisfied 6 9.5 17.33333 
Figure 6: Mean of each factors according to satisfaction 
levels 
 
According to the means comparison, the services that most 
satisfied by passengers is the products and services strategy 
that applied by public bus company. The satisfaction level is 
56.67%. Although the mean of dissatisfied of bus driver 
performance by respondents is the highest which contributed 
27.81%, in average of the performance, the bus driver 
performance is still considered satisfied due to most of 
respondents choose satisfied and very satisfied compared to 
choose dissatisfied and very dissatisfied. In addition, facilities 
are the terms that need to take immediate improvement on it. 
This is because nearly half of the respondents which 47.5%, 





5.0 DISCUSSION & CONCLUSION 
 
Questionnaire survey is important for a research to figure out 
the measurement towards services which is intangible. It is 
important for related parties to get information about the 
satisfaction levels with the services provided to make 
improvement in planning and marketing purpose in the future. 
Since this paper is discussing the customer satisfaction levels 
in all public bus services in Kuantan without distinguish of 
company of providing bus service, it is suggested that 
discussion may be more specific in the future. 
 
According to questionnaire survey, the public bus services in 
Kuantan are still not considered satisfying and reliable. Some 
of the service quality still needs to be emphasized. For 
instance, punctuality, comfort and customer information are 
those terms that should be emphasized so that the service can 
become attractive to choice riders. As Kuantan is the hot 
attraction of tourism, public bus services are important to 
provide the ease trips for tourist.   
 
The questionnaire survey data analysis achieves the 
objectives of research paper, which are concluded that those 
factors are affecting deeply in the customer satisfaction 
towards public bus service that lead to dissatisfaction, which 
are travel time, comfort level, customer information, 
responsibility and driver’s driving skill. 
 
To enhance and improve in customer satisfaction levels, it is 
recommended that: 
 
i. Improve the professionalism of bus drivers in terms 
of responsibility during their duties.  
ii. Improve the driving skill through well-training and 
strictly in selection of new bus drivers. 
iii. Build proper schedule of public bus routes and 
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